Urban public transportation plays a very important role in contemporary social travel, which means one the social development and progress of a public transport is urban rail transit -metro. This study from Xiamen city metro which was just in the beginning, it took the selection from the service quality as a measure, it effective combined the PZB service quality gap model with the model of IPA, it first found out its quality elements by using PZB service quality gap model, and then analyzed the service quality evaluation through the IPA model. The problems in the service process are found out, in order to solve these problems, the decision methods that can improve these problems are proposed.
Introduction
Urban rail traffic not only meets the needs of residents, but also represents the development level of a city and the living standard of local residents. Quality service can improve customer perception, to meet the psychological needs of passengers and generate positive effects such as customer loyalty. Xiamen metro is in the service of urban rail transit system in Xiamen, Fujian province, China. Xiamen metro's line 1, with a total length of about 267 kilometers, opened on December 31, 2017. It has 139 stations, including 18 transfer stations. Xiamen metro station is equipped with special area for the disabled, fraternity seat, mobile TV and wireless WiFi, etc.
This paper mainly analyzes the service quality of Xiamen metro through the combination of PZB service quality gap model and IPA model. This paper proposes a decision-making method to improve service quality. Taking customers' perceived expectations and actual performance as the measurement standard of the analysis approach, the service quality of the metro is understood and effective improvement Suggestions are put forward.
Literature Review
The PZB service quality gap model was developed in the mid-1980s and early 1990s by a.Parauraman, Valarie A Zeithamal and leonardl. Berry who are American marketers. Customer gap is the gap between customer expectation and customer perceived service, which is the core of the service quality gap model.The five dimensions included in the PZB model are tangibility, reliability, responsiveness, assurance and empathy.
The IPA model was proposed by Martilla &James in 1977.IPA model, namely importance-performance model analysis, it is through the product or service each factor importance and the actual performance carries on the score and draws the respective average score in a two-dimensional matrix. The average importance and average performance of all indicators were used to construct four quadrants, and the measurement indicators were distributed in these four quadrants according to their importance and performance evaluation for analysis and interpretation.
In the I quadrant, customer perception and customer performance are both high, so the strategy adopted is to continue to maintain. In the II quadrant, customer perceived importance of service quality factors is high, customer performance is low, and improvement is given priority. In the III quadrant, customer perceived performance and importance of service quality are both low. When enterprise resources are limited, it can ignore them and choose to maintain the status, but there is still room for improvement. In the IV quadrant , the customer perceived performance of service quality elements is high, but the perceived importance of customers is low. For this quadrant, strategies can be selected to improve the perceived importance of customers or to continue to maintain it. However, compared with the first quadrant, the first quadrant has priority.
Bingtao Wu (2015) explored the theoretical basis of domestic and foreign passenger service quality and consulted relevant literature to guide the service quality of passenger stations in China, and combined the IPA model and Kano model to help the managers of passenger stations make more optimized management decisions [1] . Yu Cai (2014) , based on the large-scale network operation mode of Beijing metro, adopted theoretical analysis combined with empirical analysis, and based on the marketing service marketing method, took passenger demand as the center to find out the weak points in Beijing metro service, so as to provide beneficial reference for improving the passenger satisfaction of Beijing metro [2] . Shuang Zhang (2008) discussed the theories related to customer satisfaction in this paper, analyzed the basic characteristics of customer satisfaction, and evaluated customer satisfaction. Based on the analysis of influencing factors of metro service quality and customer satisfaction, this paper finds out the weak links in Shenzhen metro passenger service and puts forward Suggestions [3] . Qin Gao, Weijun Li, Peilun Rao, Guo Daojing, Cuiling Chen,(2011), in Beijing metro service quality evaluation, adopt self-designed questionnaire to conduct investigation on customer satisfaction and need of metro passenger, and find conclusion on data finding by analyzing the statistical, differential test, project analysis and exploratory factors of data [4] . Rong Wei (2017) In the study of the metro service quality and improve the quality of the metro, it was based primarily on the Tianjin metro, and in the course of the study, it was a SERVPERF evaluation method to conduct questionnaires on the quality of the metro service in Tianjin [5] .
Research Design
In the research of this paper, the five perception dimensions of PZB service quality gap model are used to design the questionnaire to understand the gap between customers' actual perception and expectation.
Then, according to the IPA model, calculation is carried out to obtain the service elements of each quadrant, and then it is sorted to find out the elements that need to be improved and maintained in priority, and specific solutions and solutions are proposed for the problems.
Questionnaire Design
This questionnaire is designed according to the PZB model; therefore,five dimensions are adopted as service quality elements of the metro. Each dimension is test by five questions as shown in Table 1 . 
Research Design
In the service quality improvement research of Xiamen metro, mainly for the customers who take the metro, the people involved are the Xiamen natives and the tourists who come to Xiamen tourism.Choose a metro station and research passengers.The research methods are mainly questionnaire and observation. In the form of electronic questionnaire, the customer perception of experienced metro passengers was investigated.
Data Analysis

Sample Analysis
The questionnaire for this study was issued on November 10, 2018 and collected on November 19, 2018.This questionnaire adopts the electronic questionnaire. The number of valid questionnaires is 452, and the questionnaire rate is 99.3%. The number of male respondents was 231, accounting for 51.11% of the total number of respondents. The number of female respondents was 221, accounting for 48.89% of the total number of respondents. Among the interviewees, those aged between 19 and 30 account for the majority, with a total of 135 people, accounting for 29.87% of the total. Among them, 242 employees were engaged in the enterprise, accounting for 53.54% of the total. Among them, the largest number of those with bachelor's degrees was 219, accounting for 48.45% of the total. The number of people with monthly income of RMB 3001-6000 is the largest, with 167 people, accounting for 36.95% of the total.
Reliability Analysis
Reliability refers to using the same method in the same object when repeated measurement results of the degree of consistency, stability and reliability. This is the alpha degree coefficient method. The higher the reliability coefficient is, the higher the reliability degree is.
Reliability of Customer Perceived Expectation. After analyzing customer perception expectation, it can be seen that the reliability coefficient is 0.818 , which is more than 0.8 of the reliability coefficient, indicating that the reliability coefficient of the questionnaire is high, and the reliability and consistency of the questionnaire are good as shown in Table 2 . Table 2 . Expected Reliability Coefficient.
Reliability data Alpha of Cronbach
The number of projects .818 25
Reliability of Customer Perceived Performance. As exhibited in Table 3 , the reliability coefficient of customer perception performance is 0.821 , which is more than 0.8 of the reliability coefficient, indicating that the reliability coefficient of the questionnaire is high, and the reliability and consistency of the questionnaire are good. Table 3 . Performance Reliability Coefficient.
The number of projects .821 25
Validity Analysis
Validity can reflect the accuracy of the questionnaire. The higher the validity is, the closer the measurement results are to the true characteristics of the tested objects.
Validity of Customer Perceived Expectation. Using the SPSS software, the customer perception expectations questionnaire for the customer perception questionnaire, it can be determined that KAO and Bartlett's coefficient is 0.819 >, 0.7, and it's significantly less than 0.05, which means that these variables are good for analysis, as shown in Table 4 . Validity of Customer Perception Performance. Using the SPSS software, the customer perception performance questionnaire for the customer perception questionnaire, it can be determined that KAO and Bartlett's coefficient is 0.821 >, 0.7, and it's significantly less than 0.05, which means that these variables are good for analysis, as shown in Table 5 . 
IPA Model Analysis
The Gap between Customer Perceived and Performance. As shown in Table 6 , the difference between the average service quality of customers' perceived expectation and performance is calculated through statistical analysis based on the questionnaire data. 
According to the above statistical data analysis, take customer perceived performance as the X-axis, customer perceived importance as the Y-axis, the mean of customer perceived importance and performance as the origin, the total mean of significance is 3.7352, and the total mean of performance is 3.7224. Take these two values as the origin, as shown in Fig. 1 .
In the I quadrant, there are four service quality elements which are Q20"Station staff service awareness", Q21"Self-service facilities (e.g. water dispenser, ticket machine, etc.)"Q22"Existing food shopping", Q24"Existing convenience services"
In the Ⅱ quadrant, there are nine service quality elements which areQ1"The waiting room is clean and tidy", Q2"Bathroom location", Q3"The seats in the waiting room are comfortable", Q4"Station guide sign", Q15"Published waiting dynamic information", Q16"During peak time service personnel timely guidance", Q17"Advance notice when doors or screen doors are about to close", Q18"The metro station was in time to resolve the malfunction", Q23"Wi-Fi service"
In the Ⅲ quadrant, there are four service quality elements which are Q5"Cleanliness of metro", Q9"Care for the elderly, pregnant women and other vulnerable groups", Q19"Attitude and behavior of staff in metro station", Q25"Existing fare"
In the Ⅳ quadrant, there are eight service quality elements which are Q6"Security check, ticket speed", Q7"Running smoothly", Q8"Metro station waiting order", Q10"Existing escalators are safe to use", Q11"Metro ticket information learned", Q12"Metro interval", Q13"Ways to complain and communicate at metro station", Q14"Handling of complaints at metro stations".
Suggestions for Improving Xiamen Metro Service Quality
Improving Service Quality Elements in priority in the
Ⅱ Ⅱ Ⅱ Ⅱ
Quadrant
Keep the environment of the car room clean, the setting of toilet position is reasonable and the comfort of waiting car seat. Increase the input of garbage cans, some environmental slogans and the frequency of cleaning the ground by employees.In the aspect of catering shopping, we should increase the diversity of catering, choose the escalator with good quality in the use of escalators, and frequently increase the number of maintenance of escalators.Arrange volunteers to give guidance on the use of self-service. Set up free newspapers, love umbrellas and so on in obvious places. For the upcoming closure of the reminder can be appropriate to increase the number of times, to ensure the safety of customers, to avoid accidents. Regular track and metro maintenance can reduce the occurrence of failure.
Improving Service Quality Elements in the Ⅲ Quadrant
Add in-station signage to make the signage more visible, such as using bright colors, placing it in a prominent position, lighting or size. Make adjustments within operating conditions to shorten and save time between trains. Strengthen staff training, improve their own quality, and strengthen their sense of service.Then the staff should be trained to solve problems effectively and quickly. Set up a complaint mechanism with a dedicated person in charge.
Maintaining Service Quality Elements in priority in the
Ⅰ Ⅰ Ⅰ Ⅰ
Quadrant
It can increase that rate of resolution, increase communication channel and make more customer visit. The dynamic information can be obtained by adding a cue board, on which the next bus's location, time and other information can be repeatedly rolled. In terms of price, discounts or gifts can be offered in some special months and days such as festivals or some tourist months. Service awareness should be strengthened in employee training, which can deal with more problems in the future and bring better services to passengers.
Maintaining Service Quality Elements in the
Ⅳ Ⅳ Ⅳ Ⅳ
Quadrant
In the operation of metro, security check is to ensure the safety of passengers, strengthen the training on security services for employees in the, strengthen the monitoring of security machines, conduct regular detection and timely improvement. Improve ticketing information disclosure.Increased track inspection and maintenance. To improve the waiting order at MTR stations,and add more civilized slogans and arrange staff to maintain order in the waiting room. In the improvement of WiFi service, the coverage of WiFi can be enhanced.
